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1.  Executive  Summary  
Are  there  universal  guidelines  that  ensure  the  efficacy  of  a  business  website’s  design  and  
marketing  appeal  to  consumers?  Through  the  field  studies  of  competitor  businesses  of  private  
tutoring  company  CourseStars,  LLC.  as  well  as  research  journals  confirming  the  significance  of  
behavioral  economics  working  hand  in  hand  with  user  experience  website  design,  we  
determined  that  the  best  course  of  action  was  to  rebrand  the  CourseStars  website  to  reflect  a  
personal  connection  its  tutors  can  make  with  their  students.  The  general  principles  to  make  a  
“good  website”  are  ease  of  use,  trust,  transaction  security,  and  behaviorally,  using  consumers’  
cost-benefit  analysis  and  their  other  biases.  This  and  the  streamlining  of  the  website’s  
appearance  and  organization  served  to  expand  CourseStars’s  target  audience  and  increase  
customer  retention  via  engagement  on  the  website.  
2.  Business  Context  
2.1  Industry  Description  
According  to  Zion  Market  Research,  the  global  private  tutoring  industry   was  valued  at  USD  
96,218  million  in  2017  and  is  projected  to  grow  to  USD  177,621  million  by  2026,  with  a  
compound  annual  growth  rate  (CAGR)  of  7.1%  from  2018  to  2026  (Globe  Newswire),  driven  by  
the  “cost  benefits  and  flexibility”  of  online  private  tutoring,  and  taking  into  account  both  
categories  of  subject  tutoring  and  exam  preparation.  Ranging  from  preschool  level  education  to 
college,  tutoring  has  provided  advantages  to  customers  who  seek  targeted  learning  to  either 
study  ahead  of  their  current  curriculum  or  simply  to  gain  deeper  understanding.  For  businesses 
that  expand  their  audience  to  students  of  all  ages  and  to  different  platforms  and  services, 
long-term  profit  comes  naturally  as  their  customers  progress  to  higher  education. 
 
Even  local,  smaller  businesses  have  no  shortage  of  their  own  opportunities  in  the  private 
tutoring  industry  compared  to  their  corporate  competitors  because  of  the  versatility  of  tutoring 
itself.  In  varying  the  types  of  services  offered  and  their  prices,  while  being  able  to  provide 
consistent,  well-rooted  tutors  within  a  localized  community,  businesses  that  operate  on  a  lower 
level  can  garner  a  steadfast  reputation  and  reliable  system,  securing  their  position  quite 
effectively. 
 
While  the  European  and  Asian  Pacific  private  tutoring  markets  are  expected  to  boom  in  the  near 
future,  the  North  American  market,  powered  by  the  United  States,  continues  to  hold  the  largest 
market  share  globally  at  32%  in  2017.  This  comes  as  no  surprise,  as  academic  competition 
grows  steadily  in  that  region  while  being  boosted  by  immigration  rates  and  current  prestigious 
education  systems  (Globe  Newswire).  In  one  way,  the  industry  powers  itself  by  helping  create  a 
generation  of  accomplished  individuals  which  in  turn  both  raise  the  standard  and  help  develop 
the  following  generation.  Furthermore,  the  tutoring  industry  itself  shows  promise  with  its 
ever-evolving  services.  Businesses  grow  more  accustomed  to  the  relatively  recently  introduced 
online  form  of  tutoring,  capitalizing  on  the  expansive  efficiency  and  convenience  of  technology. 
Increasing  demand  for  educational  aid  paired  with  the  continuous  improvement  of  the  industry 
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itself  means  that  the  market  shows  no  sign  of  slowing  down  in  the  years  to  come.  Companies 
that  are  currently  leading  the  global  private  tutoring  industry  include:  Ambrow  Education, 
American  Tutor,  Brighter  Minds  Tutoring,  Chegg,  Eduboard,  EF  Education  First,  iTutorGroup, 
Kaplan,  Mandarin  Rocks,  Manhattan  Review,  MindLaunch,  New  Oriental,  TAL  Education, 
TutorZ,  Web  International  English,  and  Wyzant  (Garcia). 
 
2.2  Company  Description  
CourseStars,  LLC  is  an  Illinois-based  educational  tutoring  business  that  aims  to  provide  above  
and  beyond  personalized  tutoring  services  and  resources  on  top  of  curricular  learning  for  
students,  ranging  from  elementary  school  to  the  college  level  (CourseStars).  CourseStars  was  
created  with  the  idea  to  help  students  maintain  exceptional  academic  progress  before  college  
and  continue  that  excellence  well  into  college.  Many  college  students  struggle  to  receive  
adequate  help  in  their  courses  and  as  a  result,  their  chances  of  graduating  are  severely  
diminished.  And  in  light  of  aggressive  competition  for  acceptance  into  top  national  colleges  and  
universities,  tutoring  is  a  much-needed  method  for  students  to  maximize  their  chances  while  
under  an  academic  time  limit.  CourseStars  offers  services  including  course-specific  
informational  videos,  one-on-one  tutoring,  final  exam  and  other  test  prep  workshops,  AP  test,  
SAT,  and  ACT  preparation,  all  under  the  guidance  of  high  school  and  college  tutors  who  have  
produced  wonderful  results  under  the  same  courses  and  professors.  
 
Visitors  to  the  website  have  options  to  search  for  a  tutor  based  on  the  subject  area,  university,  or  
via  a  personalized  survey  that  takes  into  account  learning  pace,  personal  needs,  the  student’s  
priorities,  and  other  factors  to  ensure  an  efficient  and  effective  learning  process.  Lastly,  you  
have  the  option  of  becoming  a  tutor  under  CourseStars  with  many  benefits,  including  the  
freedom  to  choose  your  own  pay  rate,  your  own  schedule,  and  which  out  of  CourseStars’s  
services  you  want  to  provide  to  students.  Additionally,  CourseStars  handles  the  collection  of  
payment  from  students  and  directly  deposits  payments  to  tutors  so  getting  paid  is  hassle-free  
to  tutors.  Lastly,  CourseStars  does  advertising  for  its  tutors  so  that  there  can  be  a  stable  
amount  of  students  under  each  tutor.  
2.3  Department  Description  
With  online  alternatives  steadily  becoming  the  forefront  of  the  private  tutoring  industry,  it  is  
increasingly  important  for  companies  to  revolutionize  their  appeal  in  the  form  of  website  
development  and  its  relevant  marketing  strategies--  in  other  words,  digital  marketing.  Websites  
can  lose  the  interest  of  visitors  as  quickly  as  it’s  gained,  so  not  only  do  businesses  need  to  
consider  the  balance  and  organization  of  information  and  data  on  a  website,  they  also  need  to  
cater  the  website’s  features  to  give  the  visitor  ease  and  convenience  and  ultimately  coax  them  
into  staying  on  and  interacting  with  the  website  as  intended.  According  to  a  survey  by  Hubspot,  
76  percent  of  consumers  say  that  the  most  important  factor  in  a  website's  design  is  that  "the  
website  makes  it  easy  for  me  to  find  what  I  want”  (Volpe).  Keeping  this  in  mind,  providing  a  
reliable,  professional  online  platform  involves  a  good  understanding  of  search  engine  
optimization  (SEO),  user  interface  design  (UI),  and  user  experience  design  (UX).  SEO  is  the  
engineering  and  retaining  of  website  traffic  both  off  and  on  the  website  (Moz).  Both  UI  and  UX  
design  are  concerned  with  satisfying  the  visitor,  whether  it  be  through  visual  appeal  like  with  
typography  and  color  schemes,  or  through  an  overall  good  experience  by  solving  user  problems  
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during  the  interaction  between  the  service  and  the  consumer  (Lamprecht).  For  the  sake  of  
simplicity,  the  term  “digital  marketing”  in  this  research  report  includes  all  of  the  above  aspects.  
3.  Business  Project  Description  
The  problem  with  which  I  centered  my  work  around  was  lack  of  attention  towards  the  
company’s  products  and  services  despite  the  clear  need  for  supplementary  help,  especially  for  
college  students  aiming  to  graduate  in  four  or  six  years.  CourseStars  already  had  a  fully  
functioning  website  that  could  interact  with  customers  and  receive  payments  for  tutoring  
sessions  when  I  joined  as  an  intern,  so  this  translated  into  focusing  on  marketing  strategies,  and  
then  selling  them  effectively  on  the  website.  Along  with  the  other  two  summer  interns,  I  helped  
develop  the  following  to  improve  the  website:  an  official  logo,  a  survey  visitors  can  take  to  be  
matched  up  with  the  right  tutor,  expansion  into  K-8  age  level  tutoring,  respective  pages  for  the  
new  features,  and  redesign  of  old,  existing  web  pages.  I  also  contributed  my  own  opinions  
towards  the  formatting  and  placement  of  elements  in  the  website  along  with  smaller  additions  
that  I  deemed  necessary,  such  as  a  reviews  page  for  visitors  to  read  previous  customer  
feedback.  Creating  new  business  strategies  and  selling  points  while  refining  the  existing  
website  would  ameliorate  one:  the  amount  of  potential  customers  visiting  the  CourseStars  
website,  and  two:  the  amount  of  long-term  customers  that  booked  sessions  from  CourseStars  
more  than  once.  
 
CourseStars’s  website  uses  the  website-making  platform  Wix,  so  I  was  also  responsible  for  
exploring  what  built-in  options  Wix  provided  alongside  how  to  change  the  website  itself.  The  
amount  of  traffic  and  interaction  visitors  had  with  the  website  were  such  tools  that  I  used  to  
track  the  usage  of  new  elements  I  added  to  the  website.  During  my  internship,  CourseStars’s  
website  was  also  upgraded  to  a  higher  subscription  plan  under  Wix  in  order  to  accommodate  
the  number  of  submission  forms  used.  This  allowed  for  customer  management  features  such  
as  providing  a  set  of  permissions  corresponding  to  a  member’s  level  of  activity  using  
CourseStars  services,  communication  and  marketing  tools  such  as  social  media  and  
advertisement  templates,  coupons  and  discounts,  and  more.  However,  because  I  studied  these  
Wix  tools  toward  the  end  of  my  internship,  I  assisted  more  with  ways  in  how  the  tools  could  be  
used  on  the  website  in  the  future,  and  didn’t  immediately  employ  them  myself.  
 
A  general  timeline  of  my  internship  work  is  as  follows  (the  full  daily  log  can  be  found  under  
Appendices):  
 
June  15  -  June  29  
I  brainstormed  and  created  a  whole  new  homepage  that  featured  separating   
tutors  by  different  categories  (subject,  college,  and  tutor  name)  which  customers  would  
use  to  search  for  a  suitable  tutor.  Afterwards  I  changed  the  three  categories  to  “K-8”,  
“High  School”,  and  “College”  so  visitors  could  choose  tutors  based  on  the  education  level  
of  the  material  taught  (Figure  1).  To  accompany  three  buttons  for  each  category,  I  also  
created  corresponding  web  pages  that  had  specified  information  and  services  for  each.  I  
tailored  the  design  and  color  scheme  of  each  web  page  to  suit  the  different  age  levels  
(Figure  2).  During  this  time  I  worked  with  the  other  two  interns  in  redesigning  a  logo  
(Figure  1).  
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(Figure  1)  The  CourseStars  logo  designed  by  intern  Jo  Anna  Menendie  shown  in  the  navigation  bar  and  
center  of  the  homepage.  Visitors  are  taken  to  corresponding  education  level  divided  webpages  through  any  
of  the  three  buttons.  
(Figure  2)  From  left  to  right:  The  K-8,  High  School,  and  College  web  pages  on  the  CourseStars  Website.  
 
June  30  -  July  15  
I  focused  primarily  on  the  development  of  personalized  surveys  based  on  the  three  
education  level  categories  (Figure  3).  Visitors  answer  questions  about  factors  such  as  
learning  pace,  current  skills,  goals,  and  other  requirements  that  will  be  used  to  match  
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them  with  a  tutor  that  best  suits  their  needs  (A  list  of  the  questions  in  each  of  the  three  
surveys  can  be  found  in  Appendices).  The  personalized  survey  became  a  cornerstone  of  
CourseStars’s  brand,  and  I  worked  on  advertising  this  throughout  the  website.  The  
surveys  were  divided  into  separate  slides  by  grouping  which  questions  were  required  and  
which  were  optional,  and  for  an  easier  user  experience  in  filling  out  what  would  
otherwise  be  a  lengthy,  overwhelming  form.  Other  tasks  I  completed  on  the  side  included  
cleaning  and  refining  the  mobile  version  of  the  three  education  level  web  pages,  
redesigning  the  Benefits  of  Tutoring  page  to  be  more  interactive  and  readable  using  Wix  
elements.  
(Figure  3)  From  left  to  right:  The  K-8,  High  School,  and  College  personalized  surveys.  
 
July  16  -  August  15  
In  the  last  month  of  my  internship,  I  focused  on  studying  and  researching  about  design  
principles,  SEO,  UX  design,  and  the  like  and  how  services  and  information  already  in  use  
on  the  website  could  be  reformatted  or  rewritten  in  a  more  scientific,  professional  
context.  This  included  scouting  competitor  websites  and  taking  note  of  their  marketing  
tactics  and  design  characteristics.  Through  this,  I  decided  on  the  goal  of  leading  the  
website  visitor  through  a  process  by  the  end  of  which  they  will  be  able  to  schedule  a  
tutoring  session  or  sign  up  for  a  service.  I  created  a  step-by-step  graphic  that  visualized  
this  to  put  on  the  website  homepage  (Figure  4).  The  website  will  display  a  menu  page  
with  several  ways  for  users  to  narrow  down  their  search  for  the  right  tutor,  which  was  the  
page  that  eventually  showed  the  different  levels  separated  by  grade  instead  of  the  
homepage  (Figure  5).  
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(Figure  4)  The  step-by-step  process  to  finding  the  right  tutor  or  service.  
(Figure  5)  The  menu  page  links  to  the  K-8,  High  School,  &  College  web  pages  and  tutors  by  test  category  and  
university  and  shows  all  subjects  tutored  through  hover-boxes.  
4.  Business  Project  Research  
4.1  Questions  
What  are  the  most  immediately  applicable  marketing  strategies  used  in  website  design,  
involving  search  engine  optimization  and  user  interface  and  experience  design?  Using  which  
methods  can  one  apply  behavioral  economics  to  better  understand  the  preferences  of  website  
visitors?  While  the  aestheticity  of  a  website  is  a  given  to  appeal  to  visitors  visually,  the  way  
information  is  worded  and  organized  can  alter  the  persuasiveness  of  the  products  the  business  
is  trying  to  sell.  And  because  fundamental  knowledge  is  the  most  important,  especially  when  
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changes  must  be  made  in  a  short  period  of  time,  the  goal  is  to  determine  which  strategies  are  
the  most  universal  and  effective  on  a  website.  
4.2  Methods  
In  order  to  gain  insight  into  the  design  trends  of  the  websites  of  businesses  with  alike  target  
audiences  and  services,  I  compiled  information  about  the  layout  and  features  of  the  websites  of  
tutoring  companies  Wyzant  and  Chegg.  I  also  consulted  research  journals  and  design  articles  
for  research-backed  concrete  rules  that  a  website  should  abide  by  to  put  into  practice  correct,  
effective  design.  
4.3  Insights  
Many  research  articles  that  I  consulted  studied  concepts  and  theories  that  could  be  put  into  
practice  while  not  limiting  its  focus  on  specific  examples  set  in  web  design.  Spanning  across  
several  research  journals,  many  of  these  applicable  concepts  were  rooted  in  behavioral  
economics,  taking  advantage  of  people’s  flawed  and  biased  judgement  and  decision  making  to  
nudge  them  into  taking  certain  actions  or  believing  certain  ideas.  The  most  notable  behavioral  
methods  or  ideas  that  I  thought  would  be  suitable  would  be:  
• Loss  aversion.  People  tend  to  give  more  weight  to  their  failures  and  underplay  their  
successes.  (Interaction  Design  Foundation)In  the  context  of  a  business  providing  
services,  this  would  mean  that  the  website  needs  to  make  it  clear  what  the  potential  
customer  would  be  missing  out  on  if  they  didn’t  buy  the  service.  In  terms  of  information  
placement  on  the  website,  benefits  can  be  shown  separately,  while  “losses”  or  cons  
should  be  grouped  together  and  emphasized  to  the  user.  
• Attribute  priming.  The  attributes  or  traits  of  any  object  that  you  point  out  to  someone  will  
be  their  main  focus  and  largely  impact  what  they  value  in  their  decision  (Interaction  
Design  Foundation).  This  is  already  applied  in  CourseStars’s  personalized  survey,  where  
students  will  notice  certain  aspects  of  the  tutor  they  have  been  matched  with  following  
the  criteria  used  in  the  survey  form,  whether  it  be  compatibility  with  learning  style  (visual,  
auditory,  etc.),  learning  pace,  or  other  needs.  This  works  well  because  the  tutor  will  also  
receive  their  students  needs  and  pay  special  attention  in  accommodating  those  
customized  standards.  
• The  power  of  free.  Simply  put,  people  are  drawn  to  the  idea  of  receiving  free  things,  even  
if  it  comes  at  a  cost  in  another  form  or  isn’t  cheaper  than  another  deal  (Interaction  
Design  Foundation).  For  example,  a  “buy  one  get  one”  discount  is  much  more  appealing  
than  buying  two  items  with  a  50  percent  discount,  although  the  two  deals  are  worth  the  
same.  Businesses  can  apply  this  to  coupons  or  sales,  or  promise  free  products  in  
exchange  for  membership  or  some  other  type  of  action  from  the  user.  
 
Primary  sources  are  useful  in  that  marketing  tactics  and  design  principles  are  actively  utilized  in  
companies  that  are  already  successful  in  drawing  in  and  retaining  customers.  I  field  studied  the  
tutoring  companies  Chegg  and  Wyzant  and  took  note  of  the  following  similar  trends  between  
their  two  websites:  
• A  catch-all  search  bar.  The  premise  is  very  simple,  and  it  must  be  in  order  to  prompt  the  
user  to  interact  with  it.  The  more  complex  and  the  more  steps  it  takes  to  get  to  where  
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you  want  to  be,  the  less  convenient  and  the  less  you’ll  want  to  do  a  task.  Because  
students  seeking  help  can  easily  and  quickly  type  in  what  they’re  looking  for  and  get  
results,  they  stay  on  the  website,  which  is  an  opportunity  for  them  to  look  into  other  
services  that  the  company  offers.  
• List  of  services/actions  visible  on  the  home  page.  Chegg  offers  different  “spheres”,  
namely  Books--  where  students  can  buy  textbooks  for  promised  low  prices;  Study--  the  
most  famous  problem-solving  aspect  of  Chegg;  Prep--  similar  to  Quizlet’s  flashcards,  
Writing--  for  help  on  essays  and  the  like,  as  well  as  Math  Solver,  Tutors,  and  Internships.  
All  these  services  are  very  clear  and  a  quick  scroll  down  the  home  page  will  take  the  
visitor  to  whichever  area  they  wish  to  explore.  In  Wyzant’s  navigation  bar,  information  is  
listed  out  for  students  who  directly  want  to  look  for  a  tutor  but  also  for  visitors  who  are  
curious  about  the  company,  how  it  works,  and  other  resources.  In  maximizing  findability,  
the  biggest  factor  in  keeping  visitors  on  a  website  instead  of  contributing  to  the  “bounce  
rate”,  both  Chegg  and  Wyzant  efficiently  help  their  users  find  the  tools  they  need.  
Overall,  I  spent  approximately  twenty  hours  researching  primary  and  secondary  sources  on  
marketing  and  design  principles  to  apply  to  the  CourseStars  website.  Many  of  the  concepts  and  
strategies  I  read  about  were  already  somewhat  incorporated  into  the  company  website,  albeit  
unintentionally  and  inconsistently.  As  an  intern  I  was  able  to  learn  and  apply  the  basics  of  SEO  
and  UX/UI  design,  specifically  using  Wix’s  built-in  functions  like  ad  promotions  and  design  
templates  (such  as  the  forms,  used  to  create  the  surveys).  I  worked  constantly  with  many  basic  
graphic  design  elements  such  as  typography,  color  schemes,  and  being  able  to  incorporate  UI  
design  principles  was  a  necessary  upgrade  to  develop  a  more  professional  appearance  for  the  
website.  
4.4  Limitations  
Because  of  the  short  research  window  of  approximately  two  months,  any  changes  made  to  the  
website  or  any  altered  business  strategies  used  during  this  time  might  not  have  been  able  to  
show  results  in  time.  While  secondary  research  shows  in  some  cases  that  the  design  and  
marketing  methods  in  question  have  been  successful  previously,  it  is  difficult  to  gauge  on  the  
CourseStars  website  whether  there  was  a  tangible  increase  in  appeal  and  good  experience  to  
visitors.  Explicit  features  that  were  added  to  the  website  such  as  the  personalized  survey  would,  
in  the  best  case  scenario,  maximize  tutor-student  compatibility.  However,  visual  improvements  
to  the  website  may  contribute  to  customers’  positive  perceptions,  which  is  found  through  
positive  feedback.  Such  effects  are  likely  to  be  more  subconscious  on  users  and  unclear  in  
observation.  Furthermore,  the  fact  that  this  project  report  studied  a  private  tutoring  company  
may  lead  to  unique  circumstances  and  requirements  that  other  online  businesses  differ  from.  
Lastly,  because  during  the  two  months  of  this  research  project,  there  were  a  total  of  three  
interns  working  on  the  development  of  the  website  or  the  business  strategies,  many  ideas  and  
projects  were  slow  to  be  implemented  or  perfected.  This  will  considerably  impact  the  
effectiveness  of  the  design  and  marketing  principles  in  question,  but  nonetheless  do  not  
invalidate  their  usefulness  as  proven  in  the  past  by  other  studies.  Because  the  branding  of  
CourseStars  itself  is  still  in  progress,  there  are  many  aspects  of  the  website  that  are  still  yet  to  
be  determined,  especially  with  limited  interns  on  hand  to  refine  the  website.  However,  these  will  
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serve  as  a  guide  and  list  of  ideas  that  can  be  added  onto  the  website  in  the  future,  and  longer  
term  statistical  analysis  should  reveal  higher  user  engagement  and  retention.  
 
5.  Business  Project  Key  Learnings  &  Recommendations  
While  the  concepts  of  design  and  online  marketing  are  commonplace  in  any  given  industry,  I  
benefited  most  from  learning  how  the  behavioral  economics  aspect  of  drawing  in  an  audience  
affects  business  strategies.  Certain  ideas  such  as  “flow”  or  “nudging”  do  more  than  just  
brute-force  persuading  a  visitor  to  buy  a  product  or  service,  but  instead  tap  into  human  
psychology  to  get  halfway  there.  Besides  the  interesting  field  of  human  behavior  that  gives  
businesses  potential  customers,  I  mainly  studied  different  specializations  surrounding  web  
design,  specifically  SEO  (search  engine  optimization)  and  UI  (user  interface)  and  UX  (user  
experience)  design.  All  three  are  important  in  not  only  increasing  traffic  to  a  website  but  also  
preserving  sales  leads  in  the  long  run.  
 
Since  it  is  very  important  and  necessary  for  a  company  to  grow,  I  recommend  my  business  
mentor  to  research  into  more  detailed  specifics  as  I  have,  so  that  she  understands  better  how  to  
apply  certain  marketing  and  design  strategies  to  her  website.  Certain  issues  like  gaining  interest  
or  expanding  a  target  audience  or  creating  a  more  professional  brand  are  all  dependent  on  
having  a  fundamental  grasp  of  online  marketing  and  the  industry.  
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